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ABSTRACT 
With the rapid penetration of the Internet, many services and products are now 
offered online. Although most retail investors in Hong Kong are still using traditional 
ways to buy or sell stocks, more and more investors have expressed that they are 
willing to try online trading services. An increasing number of online stock trading 
companies have already entered the market to capitalize on this huge potential market. 
Competition among these companies has become very keen; it is necessary to develop 
cost-effective marketing programs in order to win the competition. 
The purpose of this study is to identify factors that affect investors' choice of an 
online stock trading company and determine the investors' perceptions on the major 
online stock trading companies in Hong Kong (www.citibank.com.hk, 
w w w . c a s h . c o m . h k , w w w . b a n k w i n g l u n g . c o m , w w w . b o o m . c o m , and 
www.easecurities.com.hk) using factor analysis and perceptual maps. Online surveys 
were developed and sent to investors who are currently using or intend to use online 
trading services to collect data for the research study. The following attributes were 
identified to be important in affecting investors' perception: user-friendliness of the 
design of the web site, speed of loading the web pages, quality of investment 
recommendations, fees charged by the company, reputation of the company, accuracy 
of real time quotes, speed of executing transactions and reliability of executing 
transactions. The results from factor analysis suggested that the first four attributes, 
which were loaded on the same factor dimension (named as "quality of web"), had a 
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more positive impact on investors' perception than the last four attributes (grouped as 
"quality of transaction"). 
The perceptual map suggested that the respondents perceived that 
Citibank.com.hk has the highest quality of transaction, followed by Boom.com， 
Cash.com.hk, Easecurities.com.hk, and Bankwinglung.com. On the other hand, 
Cash.com.hk was ranked as highest in terms of quality of web, followed by 
Boom.com，Easecurities.com.hk, Bankwinglung.com, and Citibank.com.hk. 
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Hong Kong is the second largest financial center in Asia after Tokyo and the 
tenth largest in the world. Stock trading has been one of the most important service 
industries in Hong Kong. With the rapid advancement in information technology and 
penetration of the Internet, the number of online stock trading companies has been 
booming in Hong Kong recently. Competition among these companies has become 
very fierce. Huge amount of money has been invested in developing online stock 
trading systems, improving user-friendliness of the web sites and supporting 
promotional campaigns. Are these companies spending money on the right areas 
where potential customers or investor perceive those areas as important? In the other 
words, what customers perceive as important factors in choosing online stock trading 
companies? 
The objectives of this study are to identify factors that affect investors' decisions 
in selecting an online stock trading company, create a perceptual map, and make 
recommendations to a new entrant. Previously, most of the resources of an online 
stock trading firm were concentrated on the technological aspect, which focused on 
the speed and accuracy of online stock trading transactions. As technology has been 
developing at a tremendous pace, the critical factor for the success of Internet stock 
‘ trading companies has been shifted from the technological side to the marketing side. 
Many companies, such as the Citibank, Celestial Asia Securities Holdings Limited, 
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and the Bank of East Asia, are now offering online stock trading services in Hong 
Kong. They can compete on many different product attributes but they first have to 
know what sort of factors that customers consider as important and how they should 
prioritize these factors. With a better understanding of customers' perceptions of the 
relative positions of major market players on the map, the marketing team of a new 
entrant will be able to identify the ideal position of the new company and develop 
marketing programs to attain that position. 
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CHAPTER II 
STOCK TRADING IN HONG KONG 
Stock trading is one of the most important service industries to Hong Kong's 
economy. Being Asia's second largest stock market and the tenth largest in the world, 
Hong Kong's stock market is highly internationalized with a large number of 
international stock brokers^ Since there is neither control over capital movements nor 
capital gains or dividend income tax in Hong Kong, Hong Kong has one of the 
world's most liberal and liquid securities markets. 
At the end of February 2000, there were 719 companies listed on the stock 
exchange, including 12 companies on the board of the growth enterprise market, with 
a total market capitalization stood at US$634 billion. Currently, 44 Chinese mainland 
enterprises are listed on the local stock market (they are commonly known as H-
shares)2，and Hong Kong plays an important role in raising capital for the Chinese 
Mainland. 
1 "Profiles of Hong Kong Major Services Industries - Securities," 
http://www/tdctrade/com/main/si/spsect.htm. (7 March 2000). 




Stock trading activities in Hong Kong are provided by investment banks, 
commercial banks, finance companies and securities brokerage companies. Local 
retail customers are served mainly by local brokers and banks, while institutional 
investors are primarily served by the international brokers and investment banks. 
Industry Development^ 
Launch of Growth Enterprise Market 
In November 1999, the Growth Enterprise Market (GEM) has been launched for 
small and high growth companies, broadening Hong Kong's stock market. With 
economic recovery and the operation of the GEM, fund raising activities will increase 
significantly. It is predicted that about 70 to 100 companies would be listed on the 
GEM，with half of the companies coming from overseas, particularly Silicon Valley 
and the Mainland. 
Stock Exchange Demutualization 
Hong Kong has merged the Hong Kong Stock Exchange with the Hong Kong 
Futures Exchange, and the two exchanges have become wholly subsidiaries of Hong 
Kong Exchanges and Clearing (effective 6 March 2000). In fact, exchange merges 
also have been taking place in other parts of the world. For example, the new 
Singapore Exchange, a merge of the Stock Exchange of Singapore and Singapore 
International Monetary Exchange was launched in December 1999. 
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Characteristics of Retail Investors in Hong Kong 
To assess the market potential of online stock trading in Hong Kong, it is 
important to understand the characteristics of the retail investors. 
Public Awareness of Hong Kong Stocks'^  
According to a survey carried out by the Hong Kong Securities and Futures 
Commission in December 1999, 93 per cent of the general public have heard of Hong 
Kong stocks. Awareness of other risk investment products, such as bonds, derivatives 
listed in Hong Kong and funds is not as high as Hong Kong stocks (Table 1). 
TABLE 1 
AWARENESS OF RISK INVESTMENT PRODUCTS 
Awareness of Risk Investment Products I All Respondents (%) 
Hong Kong stocks 93 
Bonds 75 
Derivatives listed in Hong Kong 68 
Funds, including investment-linked insurance schemes 65 
Leveraged forex contracts 63 
Stocks/derivatives listed in mainland & foreign markets 57 
Note: Multiple responses are allowed 
3 "Profiles of Hong Kong Major Services Industries - Securities," 
http://www/t(lctrade/com/main/si/spsect.htm. (7 March 2000). 
4 Retail Investor Survey Report 1999, Hong Kong Securities and Futures Commission. 
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Participation in Trading Stocks^ 
Despite the fact that majority of the population in Hong Kong have heard about 
stock, only 14 per cent of the general public are currently holding stocks. On the other 
hand, 15 per cent indicated that they would trade stocks in coming twelve months 
(Table 2). 
TABLE 2 
PARTICIPATION IN TRADING STOCKS 
Had Participated in Trading Stocks I All Respondents(%) 
Before ^ 
In past 3 years 18 
In past 12 months 12 
Hold stocks currently 14 
Would trade in coming 12 months 15 
Profile of Retail Investors^ 
In order to identify the characteristics of the potential customers, or the retail 
investors, a profile of retail investors is obtained (see Table 5 in Appendix I). 
Among the retail investors, 59 per cent of them were male. Nineteen per cent 
were of age 18 to 29，65 per cent of age 30 to 49，and 12 per cent of age 50 to 59. In 
general, the retail investors were well-educated. Thirty-five per cent of them had 
attained upper secondary education and 41 per cent had even higher education level. 
For employment, 76 per cent were engaged in full-time employment, and they were 
» 
5 Retail Investor Survey Report 1999’ Hong Kong Securities and Futures Commission. 
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mainly managers, administrators, and professionals. Twenty-four per cent were not 
engaged in full-time employment, and 14 per cent were homemakers, 4 per cent were 
retirees, and 1 per cent were students. 
Investment Behaviour of Retail Investors 
Types of brokers used? 
As previously mentioned, most retail investors in Hong Kong trade through 
banks and brokerage firms. According to the survey, bank-affiliated brokers and 
brokerage firms have almost equal market shares (see Figure 1). 
Both 
^ ^ ^ 難續氣 Bank affiliated 
^ ^ ^ ^ 後 賴 b r o k e r s 
B r o k e . . ^ • t e g -
firms ,： / 
46% 
(Base: All retail investors surveyed) 
FIGURE 1 
TYPES OF BROKERS USED 
I 
6 Retail Investor Survey Report 1999, Hong Kong Securities and Futures Commission. 
7 Retail Investor Survey Report 1999，Hong Kong Securities and Futures Commission. 
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Types of accounts used^ 
Among the 91 per cent of retail investors who have traded Hong Kong stocks in 
the past three years, most of them (64 per cent) traded stocks with cash accounts only. 
A small proportion (2 per cent) had only margin accounts while 6 per cent had both 
cash and margin accounts. More than a quarter of the retail investors (28 per cent) did 




(Base: All retail investors who have traded Hong Kong stocks in the past three years) 
FIGURE 2 
TYPE OF ACCOUNTS USED 
Likelihood to trade through the Internet"^ 
As of December 1999, only 1 per cent of retail investors have traded through the 
Internet. Nonetheless, 8 per cent of retail investors said that they would definitely or 
very likely trade through the Internet in the coming twelve months. More than 40 per 
8 Retail Investor Survey Report 1999, Hong Kong Securities and Futures Commission. 
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cent of retail investors expressed that they would definitely not try online stock 
trading. (Table 3) 
TABLES 
LIKELIHOOD TO TRADE THROUGH THE INTERNET 
IN COMING 12 MONTHS 
iRetail 
investors 
Likelihood to trade through the Internet in coming 12 months % 
Definitely would 2 
Very likely 6 
May or may not 20 
Very unlikely 29 
Definitely would not 43 
Total: 100 
(Base: All retail investors surveyed) 
% 
9 Retail Investor Survey Report 1999, Hong Kong Securities and Futures Commission. 
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CHAPTER III 
INTERNET IN HONG KONG 
As the popularity of online stock trading activities depends on the growth of 
Internet use, it is important to examine the Internet penetration in Hong Kong and the 
profile of cyberbuyers in Hong Kong. 
Internet Penetration in Hong Kong^" 
The use of the Internet is taking off at an exponential rate. In Hong Kong, there 
are currently about 700,000 Internet subscribers with an estimated one million users. 
At present, most of the household users access the Internet through dial-up services. 
Nonetheless, as broadband services have become more affordable to the general 
public, its usage is expected to increase and gradually replace dial-up services. 
Profile of Cyberbuyers in Hong Kong 
Typical cyberbuyers in Hong Kong are predominantly male, below 36 years of 
age, single, hold upper secondary qualification, and are working professionals in the 
Information Technology, manufacturing, service and government sectors. They earn 
between HK$16,001 to HK$40，000 monthly. Table 4 shows the demographics of 
cyberbuyers in Hong Kong. 
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As the cyberbuyers are well educated，single, affluent, and have less financial 
burden, they generally have a higher propensity to spend. Nonetheless, online 
purchasing is still not very popular in Hong Kong; the Internet is mainly used for 
communication and information gathering purposes. 
TABLE 4 
DEMOGRAPHICS OF CYBERBUYERS IN HONG KONG 
Age [ • 6 8 % are young and aged below 36 years old 
• 21% are aged between 36-45 years old 
• 8% are aged above 45 years old 
Education • 5 8 % hold vocational/technical diplomas & bachelor's degrees 
• 24% hold post-grad & professional certificates 
• 13% hold school certificates 
Occupation • 4 1 % are working professionals in IT, manufacturing, service & 
government sectors 
• 9% are full-time students 
• 18% are working in the technical field 
• The rest are business owners, clerks, academics, etc. 
Gender • 8 4 % male “ ‘ 
• 14% female 
Ethnic Group • 7 7 % Chinese “ 
• 14% Caucasian 
• 2% Indian 
• The rest are Eurasian, Filipino & others 
Marital Status • 5 7 % single ‘ “ ~ 
• 43% married 
Personal Monthly • 3 8 % earn between HK$16,001 to HK$40，000 
Income • 21% earn above HK$40,000 
• 9% earn below HK$5,000 
^ •丨 
10 Tracking Online Retailing in Hong Kong, Hong Kong Trade Development Council. 1999. 
12 
CHAPTER IV 
ONLINE STOCK TRADING IN THE UNITED STATES 
Many high-tech businesses in Hong Kong have been following the trend and 
technology development in the United States with a lead time ranging from a few 
months to a few years. Online stock trading is definitely a good example of this. 
Hence, if we refer to the history of online stock trading in the United States, we can 
see the similar situation and developing process in Hong Kong. 
A Promising Trend 
The number of online stock trading companies has been increasing rapidly 
worldwide. In the US market, there were about 70 online stock trading companies in 
1998 and in 1999 the number of companies increased to more than 100. Thus, the 
number of companies increased by 50 per cent in only one year. The recent survey 
by the Futures Industry Association of the United States' leading Futures Commission 
Merchants (FCMs) found that by the end of 1999，ninety seven per cent of the FCMs 
had already established or were in the process of posting futures-related information 
on their web sites. Two-thirds already offered online trading or planned to offer it by 
the end of 2000^ ^  Furthermore, Credit Suisse First Boston, an investment bank, 
mentioned that the number of Americans investing using the Internet has increased by 
, more than two times to 3.3 millions from 1997 to 1998. Online trades increased by 18 
13 
per cent, to 26 millions, and accounted for one-fifth of all retail trades^^. The trend of 
online stock trading companies in the United States has been fast growing. A similar 
trend is very likely to happen in Hong Kong. 
Opportunity is also Threat 
One of the major reasons why online stock trading has been developing rapidly 
in the United States is the cheaper charge. Hence, United States investors have been 
optimistic about the future of online stock trading companies and invested heavily on 
these stocks. However, the profitability of these firms remains a major threat to the 
future success of these companies. Since online stock trading companies have to use 
lower prices as a tool to undercut ordinary stock trading companies and compete 
among themselves, the profit margin has been squeezed nearly to an extent that most 
of the companies are not making profit. On the other hand, traditional stock traders 
are confident that their personal advice and quality research are sufficient to justify 
the higher charges. Therefore, the competition of companies remains fierce and 
charge and profitability of these companies would, therefore, likely to remain low. 
% 
11 Keeler, Daniel. "Survival of the Fittest," Global Finance 14 (March 2000): 3336. 
12 "E-trading Places," The Economist 347 (25 April 1998): 73. 
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CHAPTER V 
ONLINE STOCK TRADING IN HONG KONG 
In the last one or two years, the topic of online stock trading has been lurking in 
many stock investors' minds. In Hong Kong, many people think that online stock 
trading means using personal computers to directly access to the Hong Kong Stock 
Exchange to place orders for bid and ask. This will be the fact in the third quarter of 
2000 but not at the moment. Therefore, the real online stock trading service would 
only be available when the Hong Kong Stock Exchange upgrades its trading system to 
Automatic Order Matching and Execution System/ Third Generation (AMS/3) in the 
third quarter. The Chief Operating Officer of the Hong Kong Exchanges and 
Clearing (HKEx), Alec Tsui Yiu-wa, has said that the trading system for stocks would 
be upgraded in the third quarter of year 2000, which would enable real-time execution 
of Internet trades". 
Comparison with Conventional Stock Trading 
With reference to the Tai Fook On-Line Services' recent survey, 90 per cent of 
the investors were interested in trading stocks through the Internet. But only 6 per 
cent of the respondents are now trading stocks online'^ 
The Securities and Futures Commission (SFC) conducted another independent 
"Waterhouse, HKT team up to offer WAP online trading，，，Hong Kong Standard (13 March 2000). 
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survey in September and October 1999. The survey mentioned that only 1 per cent 
of the investors has traded through the Internet but 8 per cent of the investors would 
“definitely or very likely" to trade through the Internet in year 2000i5. 
Although the figures provided by Tai Fook On-Line Services and SFC seem to 
be inconsistent, which may due to different sampling methods or different time 
periods when the surveys were conducted, both surveys foresee a strong and rapid 
growth trend. Therefore the trend of switching from conventional stock trading to 
online stock trading is fast growing and with enormous potential. 
Stock investors have been trading stock using the conventional way of making 
phone calls or physically visiting brokers' companies for years. The emerging 
Internet has provided stock investors a new channel to invest. Before switching 
from the traditional method of buying stock to online stock trading, investors need to 
compare these two methods. Four issues regarding the two trading methods are 
examined below: cost, speed, security and convenience. 
Cost 
With reference to the online stock trading industry in the United States, the cost 
of executing a transaction is less than twenty percent of that of the traditional method. 
It is easy to understand that the traditional method involves substantial human 
resources in handling day-to-day tedious transactions. On the contrary, online stock 
trading passes the tedious job to be taken care by the computers. Although the initial 
investment in the computer system is considerable, the investment will be paid off in 
% 
14 “Raging interest for Internet stock trading," Hong Kong Standard (19 February 2000). 
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the long run. The lower running cost can eventually be passed to the customers 
when the government cancels the law regarding minimum brokerage commission. 
Speed 
The time involved in executing a transaction through the Internet would usually 
take between ten to sixty seconds. The process only requires investors to place their 
orders on their own personal computers when the AMS/3 system is ready. When 
using the traditional method of queuing up in the brokerage firms, the time would be 
considerably longer. The process involves investors queuing up to be served, 
placing their orders; brokers then enter the orders into their terminals. 
Security 
Online stock trading requires users to input personal information through the 
Internet such as credit card details. Internet hackers remain a major concern for 
people making transactions on the Internet. Encoding and decoding method have 
been used to improve the security of Internet transaction. However whether this 
method can ultimately stop the hackers is still a question. 
Convenience 
Online stock trading allows investors to trade wherever they can get connected to 
the Internet and whenever they want. Investors can place their orders without even 
leaving home or office. Also, if Hong Kong investors want to place orders to buy 
American stocks 11:00 p.m. Hong Kong time at home, the time and place flexibility 
really are major advantages of online stock trading. Some people may argue that 
15 "Retail investors shun Net trading," Hong Kong Standard (21 December 1999). 
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placing order by phone could also enjoy these two advantages; however, the costs of 
long distance calls can be saved with the use of online stock trading companies. 
Current Marketing Mix of Online Stock Trading Companies in Hong Kong 
Some companies offer stock trading service only in Hong Kong while others 
offer stock trading services in many places. The most popular places would be the 
Hong Kong market and the United States market, followed by the British's London 
market. In this study, our group has considered only the online stock trading service in 
Hong Kong for comparison purpose. Does it mean these companies can hardly 
differentiate themselves from the others? The answer is no. They can have 
different setups for their web sites, unique expert recommendations and outstanding 
companies' reputation. 
Product 
Setup of the web site 
The user friendliness of the web site is a crucial factor in differentiating a 
company from other industrial players. Some web sites are mainly DOS based and 
users are required to use quite a number of function keys. Therefore customers, 
indispensably, have to remember all these keys. This is quite similar to the old 
version of WordPerfect. For other web sites, users can use the mouse to click to 
wherever places that they want to go. This is close to the format of Word in the 
Microsoft Office. Furthermore, some web sites can provide more useful information 
on the same screen instead of asking investors to switching from one screen to another 
， e.g. only a portion of the companies' web sites can display both stock quotes and 
charts on the same screen. 
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Backgrounds of the companies 
The reputations and backgrounds of financial companies are extremely important, 
as investors need to deposit large sum of money or give large volume of stock to these 
companies. When financial companies go bankrupt, investors would usually suffer 
substantial losses. Hence the backgrounds, financial status and holding companies 
of the online stock trading companies are important to investors. For instance, some 
holding companies of online stock trading companies are banks and investors tend to 
have more confidence in them. 
Expert recommendations 
When investors make investment decisions, they often look for supporting 
information and one good source of information is the financial experts' opinions. 
Thus, stock investors highly treasure good stock investment recommendations. 
Companies that offer online stock trading service have tried very hard in recruiting or 
inviting famous financial experts to write investment recommendation and articles for 
their web sites. 
Promotion 
Individual companies need to first make up their minds regarding whether they 
are targeting at the mass population or a niche market. Since online stock trading 
services focus on the retail market and the retail market includes basically everybody 




When companies target on the mass population using the traditional advertising 
way, TV, radio, newspaper, magazine, MTR and bus are very useful tools, as they can 
reach the mass population efficiently. Nevertheless, some newspapers as well as 
magazines target on the niche market. Newspaper like Hong Kong Economic Times 
should have more readers who have interests in the stock market. This applies to the 
magazines too, such as Economic Digest. Usually a combination of advertising tools 
is used to facilitate a promotional campaign. Individual combination depends on 
each company's marketing objective, marketing strategy and budget. 
Internet advertising 
The platform for online stock trading companies to conduct businesses is the 
Internet. Therefore, Internet also becomes an inevitable platform for promotions. 
The most prevailing ways of promotion on the Internet are web site links and banners. 
Having links from popular web sites would increase site traffic and increase brand 
awareness. Banners works the same way by introducing a web site from a popular 
web site in order to increase the new web site's brand awareness. Many Internet 
promotions nowadays would usually have links within the banners to encourage 
viewers to click onto the new web site conveniently. 
Price promotion 
Attractive price remains an important tool for promotion. Price consists of a 
few elements like broker's commission, minimum charge for each transaction and 
real-time quote monthly fee. Companies usually play around with these pricing 
elements to reach their target customers. Companies focus on higher-volume retail 
20 
investors would set up a relatively high minimum charge per transaction whereas 
companies target at expanding customer base would fix a lower minimum charge. 
Price 
The pricing of online stock trading companies involves comparisons of a few 
charges instead of just a simple one-price comparison. Prices include 
• Brokerage Commission 
• Minimum charge for each transaction 
• Real-time quotation monthly fee 
These are the fees that customers need to consider when choosing an online stock 
trading company. 
Brokerage commission 
Online stock trading companies can hardly compete on the brokerage 
commission as the government regulation restricts any trading companies operating in 
Hong Kong to charge the brokerage commission for less than 0.25 percent. Actually, 
many companies are charging for the absolute minimum of broker's commission e.g. 
Citibank.com.hk，Cash.com.hk, Boom.com and Bankwinglung.com. The only 
exemption would be Easesecurities.com.hk which charges 0.3 percent. 
There are two costs when executing a transaction: they are stamp duty charged by the 
government and the brokerage commission charged by the individual brokerage firm. 
With an attempt to position Hong Kong as one of the most important financial center 
in Asia and in the world, the transaction cost has to be lowered. In the HKSAR Year 
2000 budget, the Financial Secretary Donald Tsang announced that the stamp duty on 
stock transactions would be reduced by 10 per cent, from 0.25 per cent to 0.225 per 
21 
cent''. 
The Stock Exchange of Hong Kong has notified its participant regarding a 
proposal of removing the minimum brokerage commission before April 2002. The 
removal of minimum brokerage commission seem to be indispensable as thirteen out 
of the fifteen biggest markets, in terms of market capitalization, have been using a 
freely negotiated commission rates system. The two remaining regions that are not 
using the freely negotiated systems are Hong Kong and Taiwan. 
Although the current government regulations on minimum brokerage 
commission restrict online stock trading companies from using brokerage commission 
as a channel of competition, the trend of minimum brokerage commission is likely to 
change in the near future. Thus, the freely negotiated commission rate could be a 
useful means for competition in the near future. The dual reduction on stamp duty 
and brokerage commission can certainly make Hong Kong become more competitive 
in the world financial market. 
Minimum charge for each transaction 
Different companies charge different minimum broker's commission per 
transaction. As mentioned in the previous section on broker's commission, brokers 
would usually charge customers 0.25 percent commission for their transactions. 
However, when the transactions are small, that means the broker's commission is 
smaller than the minimum broker's commission, the minimum broker's commission 
16 "The Stock Exchange Welcomes the Government's Plans to Reduce Transaction Costs," 
www.sehk.com.hk (8 March 2000). 
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would apply. From the different charges of minimum broker's commission, different 
online stock trading companies' marketing focus, to a certain extent, can be seen. 
Some companies that target on large-volume customers would set a higher minimum 
commission whereas other companies that would focus on expanding their market 
shares first would charge a very low minimum commission. The range of minimum 
commission is from HK$88 (Boom.com) to HK$150 (Easecurities.com). Minimum 
commission is a good pricing tool to differentiate one company from another. 
Frequent but low-volume customers are particularly concerned about the minimum 
commission. 
Real-time quotation monthly fee 
Online stock trading companies have to provide an indispensable function - real-
time stock quotation. Online stock investors have to get stock quotations before 
executing their transactions. More importantly, through the real-time quotation, 
customers can frequently, if not constantly, check on their stock prices. Nowadays, 
many web sites are offering free pretended real-time quotations, for example, 
www.quamnet.com and www.e-finet.com. Nonetheless, the performance of free 
pretended real-time quotation is usually inferior to that provided by online stock 
trading companies. Free pretended real-time stock quotation would give investors 
stock quotation with a delay ranging from one to twenty minutes. Also, its response 
time, which is the time required between the stock quote number is entered and the 
prices display on the screen, is about two to six seconds while the paid real-time 
quotation only takes a split of a second to do it. For investors demanding the need of 
viewing a large number of different stocks in a very limited period of time, this 
difference between a few seconds and a split of a second becomes very important. 
23 
Some online stock trading companies motivate customers to trade actively and 
make large-volume transactions by waiving real-time quotation monthly fee when 
customers execute monthly transactions exceeding a certain amount. For example, 
some companies would waive customers real-time quotation monthly fee of HK$500 
when customers execute monthly transactions exceeding HK$200，000. 
Place 
Internet 
Obviously, the place where online stock trading companies conduct their 
businesses is on the Internet. After referring to all the relevant information from the 
web sites, investors can place their bid or ask orders on the Internet. Due to the 
unavailability of the Automatic Order Matching and Execution System/ Third 
Generation (AMS/3) until the third quarter of 2000，currently the online stock trading 
companies would receive the online orders through the Internet and treat the orders 
like phone orders. This means that after receiving the orders from investors through 
Internet, phone or shops, stock trading companies would enter the information into 
their own terminals which are directly linked to the Hong Kong Stock Exchange 
(HKSE). Hence, the transactions matching process would be done between the stock 
trading companies and the HKSE. From third quarter of 2000, the transactions 
matching process would be directly between the online stock trading investors and the 
HKSE. This is actually the time when real online stock trading would exist. 
Retail branches 
Many companies offering online stock trading services also have their own retail 
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branches all over Hong Kong. Not only can investors place orders through the 
ordinary way in the retail branches, but also they can place orders via the Internet. 
Money transfer 
Stock trading is also closely related to money transfer. Some online stock 
trading companies with banking backgrounds require investors to have an account in 
their banks and maintain a certain account balance. Investors may also be required 
to deposit sufficient funds before executing transactions. On the other hand, 
traditional stock trading companies do not require investors to put deposit. Investors 
can deposit their money into the traditional stock trading companies' accounts two 
days after the execution of the transactions. This is well known to be T plus 2. The 
money transfer process can be done in many ways such as ordinary banking, phone 
banking and Internet banking. Ordinary banking and phone banking are just 
traditional ways of transferring money whereas Internet banking is a new trend. 
Investors can place orders on stock and transfer money from their own bank accounts 
to the online stock trading companies' bank accounts on the same screen. However, 
whether transferring money through the Internet is a good method is controversial, as 
some of the investors remain skeptical about the security of Internet 
Profiles of Major Online Stock Trading Companies in Hong Kong 
www.boom.com 
Unlike other major online stock trading companies that have a banking 
background, Boom Securities (H.K.) Ltd's primary business lies on online stock 
, trading services. Not only does Boom Securities offer online stock trading service in 
the Hong Kong market, but also in the United States market. Trading U.S. stocks in 
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Hong Kong has long been a complicated issue and companies previously offered this 
service were only interested in very high volume stock traders and the procedure 
involved was very tedious. Since the U.S market is the biggest market in the world in 
terms of both market capitalization and turnover, a lot of Hong Kong investors have 
longed for a convenience investment channel like the one offered by Boom Securities. 
Furthermore, customers can also buy mutual fund through Boom Securities. As the 
competitions of online stock trading companies become more intense, companies are 
likely to provide more services to enhance the revenue base in the future. Also, 
Boom Securities is the first Internet stockbroker in Asia and the Asia's Best Consumer 
Internet Site according to the Internet World Asia Industry Awards 2000. Boom 
Securities provides a variety of information on securities, mutual fund, foreign 
exchanges, bonds and so on in different places in Asia and also the United States 
through Reuters. Through Baby Boom, investors can obtain important market 
information such as real-time quotes, charts and graph functions, economics news, 
and stock market indices. In addition, people can even find career opportunities by 
visiting Baby Boom through Job Asia. Last but not least, investors can view Boom 
Securities' web site in both Chinese and English. 
www.cash.com.hk 
Cash.com is the web site of the Celestial Asia Securities Holdings Limited that 
was originally a traditional stock trading company. Hence, instead of having many 
banking branches all over Hong Kong, Cash.com has brokerage branches located in 
various major locations in Hong Kong. When Cash.com saw the market potential 
and trend towards online stock trading, it has invested heavily in developing this area. 
Therefore, Cash.com is offering stock trading services both through the traditional and 
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online methods. It is obvious that Cash.com did not start its online stock trading 
business from scratch; instead, it started its business with a solid customer base from 
the traditional stock trading business. It also provides a diverse range of information 
like market forecast, stock evaluation, weekly stock market news, research reports, 
and foreign exchange news. Another interesting section is the "Frequently Asked 
Question Section" that takes a proactive approach to provide many useful answers to 
visitors in advance rather than wait for investors to ask the questions. This section is 
very practical and user-friendly. Also, Cash.com has organized an online "iGame" 
to help investors to get familiar with online stock trading through a game method. 
Online iGame is a simulation of online stock trading and every investor gets 1 million 
point, just like in real life 1 million dollars, to invest. By simply registering for the 
games, investors already enter into a lucky draw. If investors can win the iGame, a 
grant price will be awarded. This is a good method in encouraging people to get 
familiar with online stock trading in Cash.com's method or web design. 
www.easecurities.com.hk 
East Asia Securities Company Ltd's (EAS) holding company is The Bank of 
East Asia. EAS was founded in 1985 and is a member of The Stock Exchange of 
Hong Kong Limited, a registered dealer with the Securities & Futures Commission in 
Hong Kong, a broker-participant of Hong Kong Securities Clearing Company Limited 
and operates direct seats on the Shanghai and Shenzhen Stock Exchanges. It is just 
like the other two web sites with banking backgrounds such as Bankwinglung.com 
and Citibank.com.hk . One of the major differences among East Asia Securities 
Company Ltd. (EAS) and the other two banks mentioned above is that EAS has its 
I 
own web site for stock trading rather than as part of a bank main web site. This can 
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help customers to access relevant information in a more effective way and, to a certain 
extent, and show the company's commitment in as well as its focus on online stock 
trading. EAS web site also provides the language options of English, traditional 
Chinese, and more importantly, the simplified Chinese. Many other online stock 
trading companies only offer services in English and traditional Chinese languages. 
As many Mainland Chinese only prefer to read simplified Chinese, EAS is a step 
ahead of it competitors to target on the Mainland Chinese customers. One special 
feature provided by EAS is margin trading. This service has both pros and cons 
sides. Many of the online stock traders prefer to have the option of margin trading in 
order to enhance their financial management flexibility. By providing this service, 
company can certainly get a wider customer base. However, the down side for 
providing this service is also enormous as margin trading would involve substantial 
risks especially when the stock market crashes. E-finet.com provides latest news for 
EAS along with other information and analysis that are free for site's visitors. 
www.citibank.com.hk 
Citibank is a member of the Citigroup, which is one of the biggest financial 
institutions in the world. Its reputation and brand name are unquestionable in 
customers' minds. In terms of holding company, Citibank has the strongest 
backgrounds out of the five online stock trading companies. Citibank provides a 
variety of Internet financial services such as Securities Services, Credit Card Access, 
Utility Bill Payment, Buy or Sell Foreign Currencies, Deposit Rate Enquiry, Mutual 
Fund Account Enquiry, Standing Instruction Set-up, Account Opening Requests and 
the like. Citibank has a strong network of retail branches all over Hong Kong to 
give convenience to its customers when required. It goes without saying that 
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Citibank also offers other typical banking services that make it a one-stop-shop for 
many customers. Regarding the online security service, one important issue is that 
Citibank is charging above average minimum brokerage commission. This implies 
that Citibank is more concerned about high volume stock investors. The priority for 
market share or the strategy of price penetration would be secondary. However, 
Citibank can compensate its higher minimum brokerage commission by its reputation 
and consistent pursue better quality service. For example, only until recently, 
Citibank started to offer Chinese language as an option for its web site. Actually, 
people would argue that other web sites have long been offering other languages but 
the main difference is that Citibank is a global company with Hong Kong as one of its 
many markets. The option of Chinese language has shown its focus on the Chinese 
customers. With greater focus on the Hong Kong and mainland market, coupled 
with its high reputation, Citibank is bound to be a strong player in the online stock 
trading industry. 
www.bankwinglung.com.hk 
Wing Lung Bank is a reputable bank in Hong Kong with branches located in 
different major locations all over Hong Kong. With its banking background, it 
provides all basic banking services such as current deposits, time deposits, mandatory 
provident fund and so on. Its current focus is on the Internet banking development. 
Services include Application Instant, where customers can apply for different banking 
services like insurance, credit card, hire purchase; Mortgage and Bill Payment, in 
which customers can pay their bills via the Internet instead of the traditional methods 
of going to bank's branches or by phones; Access by Telebanking Customers, where 
Telebanking customers can view their bank account balance, account transaction 
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history, cheque status and stop cheque on the Internet; and last but not least, Online 
Securities Trading. Wing Lung Bank has not set up an individual web site for online 
stock trading. The online stock trading service is offered within the content of the 
bank's main web site. One abnormal restriction placed by Wing Lung Bank is that 
rather than worrying about investors executing low-volume transactions, it has 
restricted the maximum amount for each transaction. This is actually quite a 
different approach to the industrial norm of encouraging and welcoming high-volume 
investors as the volume gets higher, the revenue or commission for online stock 
trading companies will likely to increase. The maximum amount restriction will, 
inevitably, force all the high-volume online stock traders to use services offered by 





A set of useful consumer behaviour models has been developed to examine 
consumer attitudes toward various brands or companies in a marketplace. Hauser and 
Urban (1977), in a new-product setting, describe the processing of attributes as 
compression into a smaller number of aggregate dimensions called "evaluation 
criteria." Hauser and Urban's central idea is that brands or companies in a market can 
be represented as a set of points in a multidimensional space or map, and the axes of 
the map represent the perceived attributes that characterize the stimuli. Thus, 
perceptual map represents the positions of products on a set of primary customer 
needs, and is a powerful tool for strategic benefit positioning. Positioning is the 
perceived fit between a particular product and the needs of the target market, and thus 
is critical for a new product. It is one of the most important strategic concepts because 
it is concerned with differentiation. Positioning, therefore, reflects the careful efforts 
of a marketing team to portray the benefits that they offer to customers and to 
differentiate themselves from competition. Not only must a new product provide 
benefits that the customer desires, but also it must do so better than its competitors. 




The Lens model states that consumers form their preferences for products based 
on subjective perceptions. Consumers use these perceptions as a "lens" to filter the 
complex set of cues they receive about the product based on its product features and 
based on communications (e.g. distribution channels, promotional activities, word of 
mouth, public relations, sales force) they receive about the product. Thus, to affect 
consumers' preference, a marketing team should create value for customers based on 
perceptions and fulfill it with features and communications. 
Product Features ^ Perceptions ^ Preference • T R ^ 
\~Z ！ 1 / Awareness, Choice Communications • Availability,  
FIGURE 3 
"LENS" MODEL - KEY CONCEPTS OF CUSTOMER RESPONSE TO A NEW 
PRODUCT AND ITS MARKETING MIX 
Customers may not purchase their most preferred product, and the product might 
Urban, Glen L. and Hauser, John R. Design and Marketing of New Products. ed. New York: 
Prentice Hall International Edition, 1993. 
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be too expensive or unavailable. The Lens model recognizes that preference is 
moderated by price, awareness, and availability. Thus, product features, 
communications, price, distribution are all important in affecting consumer's choice. 
Perceptual maps visually summarize the dimensions that customers use to 
perceive and judge products and identify how competitive products are placed on 
those dimensions. It is, therefore, important to find out the number of dimensions, the 
names of those dimensions, what more detailed customer needs make up the 
dimensions, where competition is positioned, and where the ideal position for a new 
product or for repositioning an existing product. With the help of perceptual maps, 
marketers can have a better understanding about a product category and recognize 
opportunities by providing a concise representation of how the customers view and 
evaluate products in a category. 
Perceptual maps are also useful to compare perceptions of a product concept to 
those of the actual product that is developed based on the concept. By collecting 
evaluations after the customer is exposed to the actual product, the new product team 
assesses if the product has attained the "ideal position" or not. 
There are two main analytical approaches used to derive evaluation criteria and 
create perceptual maps: decompositional methods, based on nonmetric 
multidimensional scaling; and compositional methods, based on factor analysis. 
Nonmetric Multidimensional Scaling (Decompositional method) 
\ 
Nonmetric multidimensional scaling is a set of procedures in which a reduced 
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Space of product alternatives reflects perceived similarities and dissimilarities 
between products by the interproduct distances. 
Let bij denote the perceived dissimilarity between product alternatives i and j. 
This variable is a measure of how alternative a, is perceived differently from a力 which 
can be either determined directly or derived from distances on the original attribute 
scales. Thus, with nonmetric multidimensional scaling, one can find a configuration 
of points (the product alternatives) in a space of lowest dimensionality such that the 
ranking of interpoint distance dij is as close as possible to the ranking of the original 
dissimilarities This result is called a monotonic relationship between the d^s and 
the 6"，s. 
Nonmetric multidimensional scaling algorithm minimize a quantity called "stress": 
Stress = 狱 / ! d i � 
i<] i<i 
where 试jis a distance as close as possible to the d^ j but is monotonic with the original 
dissimilarities 6". 
For a given dimensionality, the configuration retained is the one that minimizes 
the stress function. The following issues are needed to be taken into considerations: 
1. Number of products needed: Klabir (1969) shows that at least eight products 
are needed for producing a good two-dimensional map. Green and Wind (1973) 
state that the number of dimensions should be less than one-third of the number 
of products. 
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2. Naming the dimensions: Marketing analysts can name the dimensions 
judgmentally. Alternatively, a technique called PROFIT can be used to name 
the dimensions by estimating the association between the map coordinates and 
the attribute ratings if attribute scales are available. 
3. Determining the number of dimensions: The stress function described in the 
above equation can be plotted against the number of dimensions to determine 
when marginal changes in stress are becoming small. The selection of the number 
of dimensions will be discussed in more detail in the following section. 
Factor Analysis (Compositional method) 
Factor analysis was initially developed in the connection with efforts to identify 
the major factors making up human intelligence. Some educational and psychological 
researchers did not believe that every test in an educational battery measured a 
different facet of intelligence. Actually, test scores for certain pairs of tests were 
highly intercorrelated, suggesting that a more basic mental ability underlies test 
performance. Factor analysis was developed to explain these intercorrelations in the 
test results of a few basic intelligence factors, which subsequently were identified as 
verbal ability, quantitative ability, and spatial ability. Since then, factor analysis has 
been applied to many other problems and is a frequently used technique in performing 
product-evaluation analyses in marketing. 
The basic factor-analysis model assumes that original perceptual ratings about a 
product are generated by a small number of factors, and that the variance observed in 
each original perceptual variable is accounted for partly by a set of common factors 
� and partly by a factor specific to that variable. The common factors, in turn, account 
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for the correlations observed among the original variables. 
The factor analysis can be written as 
Xid = akiFji + ...+ a^ RpiR + dkYki 
Where R = number of common factors 
Xki = person i's rating of product on attribute k 
a^ i = effect of common factor 1 on attribute k (called a loading) 
Fji = person i,s score on common factor 1 
dk = weight of unique factor Y 
Yki = unique factor associated with item k 
Therefore, in common-factor analysis, the perceptual model has each observed 
variable being described in terms of a set of R (R < k) common factors plus a factor 
unique to the original observed variable. Generally, the original items are standardized. 
The loadings represent the correlation between (hypothetical) factor r and the variable 
k. The communality expresses the percentage of the variance in variable k accounted 
for by the R common factors. The eigenvalue represents the contribution of each 
factor in the total variance in the original variables. 
Factor analysis, thus, can be applied to identify a small number of composite 
dimensions that underlie the set of given variables (or item ratings) by extracting a 
small number of factors that account for the major part of the total variance (80 to 90 
per cent). It is also useful in constructing a perceptual map - the matrix of factor-
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score coefficients - that describes the factor scores as a linear function of the original 
ratings. 
Fir = b.iXi, + …+ brKXiK+error 
r = 1,... ,R for each individual i 
The following issues must be considered in factor analysis: 
1. Communality: Many researchers regress each variable against all the others and 
use the multiple correlation coefficient to estimate the values of communality. 
Other approaches are also viable. 
2. The number of factors: Usually judgment and intuition are most frequently used 
in determining the number of factors, with one of the following criteria: 
• Stop extracting factors when the eigenvalue falls below 1 (such a factor 
explains less variance than an average item). 
• Stop extracting factors when the plot of explained variance versus the number 
of factors levels off. 
• Stop factoring when one sees a similar result with a random data set in a 
Monte Carlo simulation. 
3. Factor names: A combination of intuition plus examination of the factor 
matrices will generally give meaningful interpretations. 
4. Rotation: In most researches, the factor loadings are rotated to a smaller factor 
matrix in which each variable has loadings on only a few factors. A number of 
analytical definitions of simple structures exist, with the Varimax criterion 
possibly being most widely used in marketing applications. 
I 
37 
In comparing factor analysis (compositional method) with nonmetric 
multidimensional scaling (decompositional method), Hauser and Koppelman (1979) 
conclude that factor analysis is superior from the standpoint of predictive ability, 
interpretability, and ease of use. In this study, factor analysis was used to produce the 
perceptual map for major online stock trading companies in Hong Kong. More 
details about factor analysis specific to this study will be discussed in the Data 
Analysis section. 
Survey Design 
In order to identify the product attributes, a focus group of six retail investors, 
who have already used or intended to use online stock trading companies, was 
conducted. More than 20 attributes were originally identified: accuracy of real time 
quotes, accuracy of stock price charts, reliability of individual listing company's news, 
reliability of transaction, accuracy of monthly statement, speed of stock price 
quotation, speed of executing transaction, reputation of the firm, history of the firm, 
quality of investment recommendations, availability of 24-hour interactive service, 
quality of stock comparison service, availability of telephone stock service as a 
backup for online stock trading, flexibility of service, ease of software installation, 
user-friendliness of the web site, attractiveness of web site design, speed of loading 
the web site, monthly fees, brokerage fees, offerings for free gifts for new members, 
offerings for free gifts for high volume investors, and penalties for inactive accounts. 
As investors' perceptions of five online stock trading companies were to be 
, studied，the survey would be too lengthy for the respondents to fill in if all the above-
mentioned attributes were included in the survey. The focus group participants were 
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then asked to rate the attributes in order of importance, and the eight most important 
attributes were identified and included in the survey. The attributes are reliability of 
executing transactions, speed of executing transactions, accuracy of real-time quotes, 
reputation of the company, fees charged by the company, quality of investment 
recommendations, speed of loading the web pages, and user-friendliness of the design 
of the web site. Please refer to Appendix II for the questionnaire. 
Altogether five online stock trading companies were included in the study: 
www.citibank.com.hk (Citibank's subsidiary), www.cash.com.hk, 
www.bankwinglung.com (Wing Lung Bank's subsidiary), www.boom.com, 
www.easecurities.com.hk (The Bank of East Asia's subsidiary). Appendix III shows 
the main pages of these web sites. The first eight questions for each company in the 
questionnaire asked for product attribute ratings from the respondents and the last two 
questions measured the overall attitude toward the company and the intention to 
choose the company when using online stock trading service. The attitude rating was 
used in determination of the "ideal line" on the perceptual map, while the intention 
rating was needed for measuring the relationship between the attitude toward the 
company and the intention to use the online stock trading service offered by that 
company. 
Sampling 
Convenient sampling was used in our study. The targeted individuals were 
those who have already been using online stock trading services and those who 
‘ planned to / intended to use online stock trading services. 
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Data Collection 
An online questionnaire was designed to collect data for collecting data 
(available at: http://logic.csc.cuhk.edu.hk/~s982332/survey). It was hoped that 
respondents would find it easier and time-saving to fill out an online survey than a 
hard copy of the survey, and thus more willing to complete the questionnaire. 
Moreover, the questionnaire could reach more people quickly as they could easily get 
access to the web page for the questionnaire conveniently. Altogether 61 complete 
and usable questionnaires were obtained. 
Data Analysis 
Factor Analysis 
Factor analysis was used in producing the perceptual map. It is assumed that 
customers reveal their primary needs by the way they evaluate existing products and 
concepts or the attributes that characterize them. Factor analysis attempts to find a 
reduced set of strategic dimensions that represents the information contained in a 
larger set of customer needs. The basic idea in using factor analysis in perceptual 
mapping is that different product attributes may provide the same benefit. Product 
attributes that are closely related will be loaded highly on the same benefit or 
dimension. 
Identifying the Factor Dimensions 
To reduce the eight product attributes into a smaller number of benefits or 
dimensions in this study, SPSS was used to perform the factor analysis. The computer 
algorithm that is factor analysis searches for a set of common factors that can explain 
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as much as possible of the variation in the customers' ratings of the attribute scales. 
For a given number of factors, the computer algorithm outputs a set of correlations, 
called factor loadings, that represent the correlations between the attribute scales and 
the factors that the algorithm identified. 
Factor score is one of the outputs from factor analysis, and the number of factors 
generally smaller than the number of product attributes. Factor analysis calculates 
the factor scores for each case so that marketers can use factor scores instead of the 
original attribute ratings. 
Determining the Number of Factor Dimensions 
The factor analysis computer program, in our case, SPSS, identifies factors by 
examining the matrix of correlations among the detail product attributes. It extracts 
factors one-by-one in order of variance explained. Thus, each successive factor 
explains less variance. A judgement that must be made is how many factors are 
needed to explain enough variance, that the basic information is still retained but in a 
simpler form. For instance, if there are eight attributes, it is possible to have four 
factors; however, it would be difficult for one to visualize four factor dimensions on a 
perceptual map. On the other hand, if only one factor is obtained, it may not reflect 
the basic information clearly. In general, two to three factor dimensions are used. 
The factor dimensions should then be named, and the naming process involves 
substantive interpretation of the pattern of factor loadings for variables, including 
their signs. Although all significant factor loadings typically are used in the 
I 
interpretation process, variables with higher loadings have a greater influence on the 
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name selected to represent a factor. Because the naming process is based on the 
subjective opinion of the researcher, this process is subject to considerable criticism. 
On the other hand, a logical name that represents the underlying nature of the factors 
can be assigned, it can facilitate the presentation of the factor solution. 
Producing the Perceptual Map 
To produce the perceptual map, firstly, each respondent rates each product / 
company on each attribute scale. Researchers can use Likert scales (scales anchored 
with "strongly agree" and "strongly disagree") or semantic differential scales (scales 
with bipolar adjectives) in the questionnaire. In this study, Likert scales were used 
(please refer to Appendix II for the questionnaire design). Next, factor analysis with 
varimax rotation is performed to obtain factor scores for all the products/companies. 
Then, factor scores over all the respondents for each product/company are averaged, 
and the positions of the products/companies can be estimated by plotting the averaged 
factor scores as coordinates on the map. Generally, two-dimensional maps are easy to 
understand and meaningful to marketers. The factor dimensions are then named by 
using the factor loadings. After creating the perceptual map, the marketing team can 
examine the gaps in the map, determine the potential opportunities, and study the 
weaknesses and the strengths of the concepts to identify potential improvements. 
Statistical Analysis 
To create the perceptual map for the online stock trading companies in Hong 
Kong, the coordinates for each company are needed and they can be obtained by 
averaging the factor scores of each company. In this study, SPSS was used in 
I 
performing factor analysis. The factor scores can be obtained by the following 
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procedure: 
1. From the main menu, select "Statistics". Then choose "Data Reduction", 
followed by "Factor Analysis". The factor analysis window will open at this 
point. The factor analysis window consists of a box showing all variables in the 
data set and the "Variables" box. The user can also see five buttons for options, 
including "Descriptives", "Extraction", "Rotation", "Scores", and "Options". 
2. Select variables that represent product attributes from the box showing the list of 
variables into the "Variables" box. This step identifies variables to be analyzed 
by factor analysis. 
3. Open "Rotation" box and select "Varimax" rotation, and then click "Continue". 
This step specifies the type of rotation^^ to be used. 
4. Open "Scores" box and select "Save as variables" and for "Method" select 
"Regression"; then click "Continue". This step will create factor scores by 
regression method and add them to the data set as new variables. 
5. For “Extraction，，，use defaults for "Method" (i.e. Principal component), 
"Analyze" (i.e. Correlation matrix), "Display" (i.e. Unrotated factor solution) and 
"Extract" (i.e. Eigenvalues over 1), and then click "Continue". This step will 
command the program to compute correlation matrix for the variables from the 
raw data. This correlation matrix will be, in turn, analyzed to obtain a factor 
matrix. Principal component analysis is specified as the method of choice in 
extracting the factors. For the number of factors to be extracted, the latent root 
or eigenvalue criterion (greater than 1) can be used. If the number of factors is 
not desirable (e.g. only one factor is obtained or more than three factors are 
t  
�8 The objective of rotation is to simplify the rows and columns of the factor matrix to facilitate interpretation. 
Varimax is an orthogonal rotation method that centers on simplifying the columns of the factor matrix-making as 
many values in each column as close to zero as possible (or the number of "high" loadings as f e w as possible) . 
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resulted), the user can input the desirable number of factors instead of using 
eigenvalues to determine the number of factors. The (unrotated) component 
matrix will also be given as an output. 
6. For "Descriptives", use default for “Statistics，，(i.e. Initial solution) and then click 
"Continue". 
7. For “Options，，，use default for "Missing Values" (i.e. Excluded cases listwise). 
8. For "Coefficient Display Format", choose “Sort by size", then click "Continue". 
This step will create factor matrices of which variables are sorted by size in 
descending order. 
9. Click "OK" to run the program and the output will be shown in the output 
window. 
10. Based on the above factor analysis procedure, the following output are obtained: 
Communalities, Total Variance Explained, Component Matrix (or Factor 
Loadings Table), Rotated Component Matrix (or Rotated Factor Loadings Table), 
and Component Transformation Matrix. The relevant output for perceptual 




FINDINGS AND INTERPRETATION 
Demographics of Respondents 
Among the 61 respondents，66 per cent of them were male. The majority of the 
sample were under 35 years old. They were well-educated and most of them had 
attained at least university level. About half of them had completed or were doing 
post-graduate studies. Most of them were single and they were mainly professionals 
or students. As more than half of the sample were students, it was not surprising that 
almost half of the sample earned less than HK$10,000 per month. More than 90 per 
cent of the respondents owned a computer. Since the respondents were either already 
using online stock trading services or planning to use these services, most of them 
used the Internet for more than an hour per day, and 38 per cent of them actually 
logged on the Internet for more than 3 hours per day. Sixty-seven per cent of the 
sample got access to the Internet from home, while 15 per cent of them from school 
and another 15 per cent from office. Only 7 per cent of the respondents were full-time 
investors, and the rest were either part-time investors (57 per cent) or had not started 
investing activities yet (33 per cent). About 30 per cent of the sample were current 
users of online stock trading services. Table 6 in Appendix V summarizes the 
demographic data of the respondents. 
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Determination of Dimensions of the Map 
Two factors were retained for further analysis, as a two-dimensional map would 
be easy to understand and useful. The varimax rotated component analysis factor 
matrix, which contains factor loadings, is shown in the Rotated Component Matrix (or 
factor loading table) in the SPSS output (Appendix IV). From the matrix, it can be 
seen that reliability of executing transactions and speed of executing transactions load 
significantly on Factor 1, while fees charged by the company, quality of investment 
recommendations, speed of loading the web pages, and user-friendliness of the design 
of the web site load significantly on Factor 2. Accuracy of real-time quotes and 
reputation of the company load on both factors; however, both variables have a higher 
loading on Factor 1，and thus will be represented by Factor 1. 
The four variables loaded on Factor 1 (reliability of executing transactions, speed 
of executing transactions, accuracy of real-time quotes and reputation of the company) 
represent different dimensions of a transaction. Thus, it is reasonable to name Factor 
1 as "Quality of Transaction." On the other hand, the four variables loaded on 
Factor 2 (fees charged by the company, quality of investment recommendations, speed 
of loading the web pages, and user-friendliness of the design of the web site) can be 
found out or tried out by investors easily when logging on the web site of the an 
online stock trading company. Factor 2，thus, should be named as "Quality of Web." 
I 
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The Perceptual Map 
Positions of the Online Stock Trading Companies 
The positions of the products or companies on the perceptual map can be 
obtained by averaging the factor scores of the respondents for each product/company. 
The averaged factor scores then become the coordinates for plotting on a two-
dimensional map. In this study, Factor 1 (Quality of Transaction) is used as the 
vertical axis and Factor 2 (Quality of Web) is used as the horizontal axis. Figure 4 in 
Appendix VI shows the perceptual map obtained from this study. 
According to the perceptual map, the respondents perceived that 
Citibank.com.hk has the highest quality of transaction, followed by Boom.com， 
Cash.com.hk, Easecurities.com.hk，and Bankwinglung.com. On the other hand, 
Cash.com.hk was ranked as highest in terms of quality of web, followed by 
Boom.com, Easecurities.com.hk，Bankwinglung.com and Citibank.com.hk. 
Identification of the Ideal Line and the Ideal Position 
Based on the standardized coefficients (see SPSS output in Appendix IV) 
obtained by regressing the two factor scores on the overall attitude toward the online 
stock trading company, the ideal line for this map can be identified with an equation 
as follows: 
Attitude toward the company = 0.554*FS1 + 0.638*FS2, R-square = 0.71 
47 
Because the coefficients of both factor scores are significant and carry a positive sign, 
the upper right quadrant is the place for the ideal position. Companies should move 
upward and to the right in order to win the competition. Note that the coefficient of 
Factor Score 2 has a larger magnitude, and this suggests that perceived quality of web 
has more positive impact on investors' attitude toward the company than perceived 
quality of transaction does. Thus, the ideal line is slightly inclined towards Factor 2 i.e. 
quality of web, and more efforts should be concentrated on improving attributes 
related to this factor. 
The perceptual map suggests that Cash.com.hk be in a relatively good position, 
as it has high quality of web and its quality of transaction is acceptable. To win the 
competition, it will need to move upward and go beyond Boom.com. On the other 
hand, Boom.com has acceptable quality of web and transaction. Citibank.com.hk is 
perceived to have the highest quality of transaction; yet the quality of web is relatively 
low. The quality of transaction and web of Easecurities.com.hk and 
Bankwinglung.com are perceived to be low. 
Relationship between Intention and Overall Attitude 
The respondents' overall attitude toward an online stock trading company 
explains about 44 per cent of the their intention to use the company (see SPSS output), 
as R-square was about 0.44 when regressing overall attitude on intention. This value 
is acceptable but not high enough, probably because the number of product attributes 
‘ is not sufficient to explain the intention. The value of R-square will increase if more 
product attributes are used in the survey. In this study, respondents were asked to 
48 
rate the online stock trading companies on eight product attributes. If more than 
eight attributes had been used, the value of R-square would be larger. Nonetheless, 
this would increase the burden of the respondents when they filled in the 





If a new online stock trading company enters the market, it must position itself 
on the ideal line in order to win its competitors. The recommendations below can 
help a new entrant to achieve the ideal position. 
Quality of Web 
As suggested by the perceptual map，the quality of web (user-friendliness, speed 
of loading, quality of investment recommendations and fees charged by the company) 
has a more positive impact in influencing investors' perceptions. The marketing team 
of a new online stock trading company should first focus their efforts on improving 
these attributes. 
User-friendliness 
The user-friendliness of web sites is highly related to the design of the web sites. 
Many online stock trading companies already offer easy-to-use web sites. However, 
whether their web sites offer enough tools for online trading still remains to be a 
question. For example, some of the web sites only offer buy-and-sell, single stock 
quotation, money transfer and transaction status tools. Others tools would also be 
very important. For instance, price-alert tool, which notifies investor when a 
particular stock reaching a certain price, is very important. This tool is particularly 
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useful for users who hold a number of different stocks at the same time. Also some 
web sites only offer stock quotation for only one stock at a time instead of viewing 20 
or more stocks on the same screen in the same time. Finally, a tool showing whether 
the current financial performance of investors' portfolio is making profits or losses 
can be very helpful to investors. This tool, again, is very crucial for investors who 
are holding many stocks at one time. Many web sites have some of the above-
mentioned features. However, very few of the web sites provide a full range of tools 
for investors. Thus, it is vital for a new comer to provide all these tools on its web 
site. 
Speed of Loading 
The phrase "time is money" is, perhaps, particularly true to investors, as the price 
of a stock can have large fluctuations within a short period of time. Hence, waiting 
for 1 to 3 seconds before a screen is loaded even during the peak hours may not be 
acceptable for many investors. Also, if the loading speed of a web site is very slow, 
investors would rather phone the brokers to place their orders instead of using online 
trading services. Investors do not, or do not intend to, understand the technical 
difficulties that web sites have. They would only be interested in the actual 
performance. The new online stock company should ensure that investors are able to 
load the web quickly. Thus, good technical support is essential. Fortunately, now the 
broad band Internet service has become very popular and growing rapidly. This 
would help web sites in providing high speed of loading to customers. In the other 
words，web sites may not need to increase as much to increase the speed of loading as 
before when Internet users were mostly using 56K modem. 
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Expert recommendations 
Retail investors are particular interested in the recommendations from reputable 
financial experts. Even institutional investors are constantly referring to the 
financial report written by different investment banks and other financial 
professionals. With limited time and knowledge of the financial market, retail 
investors are usually regard investors' recommendations as a vital source of 
information and major influence to their investment decisions. A new entrant should 
invite reputable financial experts to write up-to-date articles and post them on its web 
site. Timeliness is very important to financial articles; as these articles are only useful, 
mostly, for a very short period of time. Up-to-date and good quality financial 
analysis can certainly drive more traffic to the web sites. Financial experts should 
also be responsible for answering questions from the investors through e-mail in order 
to make the Internet site truly interactive. 
Fee 
Since the switching costs involved in changing from one online stock trading 
company to another is high, a new comer should try to maximize its market share 
instead of putting profitability as the primary objective in the beginning. Also, first 
mover advantage is not yet fully realized until the AMS/3 is launched in the third 
quarter of 2000. Thus, a lot of stock trading companies that are planning to offer 
online stock trading services are still waiting for the real online stock trading services. 
Minimum charge for each transaction 
The minimum charge is a critical tool to capture market share especially those 
small volume retail investors. Traditional stock trading companies usually charge a 
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minimum brokerage fee of HK$100. Currently, the lowest minimum brokerage fee 
for online stock traders is about be $88，offered by www.boom.com. A new comer 
can charge a price lower than $88 to attract new customers. This is actually a good 
promotional strategy and a good way to foster word of mouth. 
Real-time quotation monthly fee 
With market share as the primary objective, new comer should charge the lowest 
price in the market or even consider waiving the real-time quotation monthly fees 
because many web sites are already offering delayed stock quotation, for instance, 
www.quamnet.com,www.e-finet.com and www.sina.com. 
Overall threat by using price as a differentiating tool 
Cutting service fees has a major negative effect on companies' income. The 
real-time quotation monthly fee is one of the most important incomes for online stock 
trading companies. Furthermore, if every company is going to match with this tactic 
of not charging monthly fee, this competitive advantage will become a status quo. It is 
easy to say that by charging the cheapest price in all aspects to attract investors. 
However, this may seriously affect the profitability and cash flow of the companies. 
A company's long term and short term objectives have to be stated clearly and early 
in order to increase the overall efficiency of the promotional campaign. For instance, 
a new comer can use price penetration of charging below industrial average fees to 
capture the market share and then gradually increase the fees later if possible. 
However, the new comer needs to be well prepared for the financial burden at the 
beginning. 
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One way to get out of this threat of non-profit-making issue is to offer more 
profit-earning and value-added services like selling mutual funds, mortgages and 
offering other personal-finance business. David Readerman, an analyst with 
NationsBanc Montgomery Securities, who worried about E*Trade's, an famous 
online stock trading company in the US, poor performance said that E*Trade offered 
products like mutual funds and mortgages were critical to its future prosperity 
Quality of Transaction 
Reliability, Speed, and Accuracy 
The actual reliability, speed (how quickly to execute transactions) and accuracy 
are closely related to the computer hardware infrastructure rather than what a 
marketing team could do to improve the actual performance. Companies should 
focus on their internal logistics and constantly invest in advanced technology. 
However, what the marketing team could do is to pass the message of these important 
attributes to the customers. Usually a combination of promotional tools both from 
the Internet and the traditional promotions are used. Instead of talking about what 
sort of promotional tools to use, online stock trading companies should be more 
concerned about what kind of messages to pass on to the investors. 
Reputation 
Majority of the retail investors are not familiar with the backgrounds and 
reputations of the online stock trading companies. Thus, companies that heavily 
invest in advertising will be able to foster a good corporate image and affect the 
19 "E-trading Places," The Economist 347 (25 April 1998): 73. 
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customers' perceptions towards a company. For example, a promotional campaign 
conveying the message of a reputable company which can offer fast, reliable and 




Retail stores can complement the shortcomings of online stock trading 
companies and vice versa. In other words, online stock trading companies and retail 
stores are complementary. From the first glance, this idea may contradict with the 
original idea of having online stock trading companies. However, our group is not 
suggesting an online stock trading company to have many stores that will, 
indispensably, increase the running cost. The way to do it, for example in Hong 
Kong, may involve having one or two retail shops in major locations of each of the 
three main districts in Hong Kong Island, Kowloon and the New Territories. 
Money Deposit 
Currently, most of the online stock trading companies requires investors to 
deposit money into their own accounts before executing their transactions. However, 
most of the traditional stock trading companies only require investors to settle their 
account within two days after the execution of the transaction (T plus 2). This is a 
crucial difference between trading stock online and traditionally and customers are 
really concerned. As a new comer to the online stock trading industry, it can offer T 
’ plus 2 service for its customers to differentiate itself from other competitors. 
However, companies that implement this method should be aware of the risk involved 
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regarding the credit rating of its customers. 
Referral Program 
A method to increase the market share is to introduce referral program. Any 
current member of the online stock trading company can waive quotation monthly fee 
for a month by inviting two new members within a month. The more new members 
the current member invite within a month, the longer time their quotation monthly fee 
would be waived e.g. waiving 3 months fee by inviting 5 members and so on. 
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CHAPTER IX 
LIMITATIONS OF RESEARCH 
Potential Problems with Factor Analysis 
广. 
Although factor analysis is a powerful technique, it can be associated with some 
problems. Firstly, when customers are asked to rate the products/companies, different 
customers may use different parts of the rating scale. Some of them may give 
uniformly high ratings and some may give uniformly low ratings. Some may use the 
whole scale and some may use just the upper part of the scale. 
To correct for this potential bias, market analysts can standardize the ratings by 
respondent i.e. compute the mean and standard deviation of the responses to all of the 
rating scales, then subtract that mean and divide by that standard deviation. 
Alternatively, individual's ratings can be normalized so that they sum to one. 
Secondly, factor analysis cannot identify any perceptual dimensions that are not 
represented by the attribute measures and, hence, is dependent on the ability of market 
researchers to accurately and completely identify customer benefits. 
Convenient Sampling 
Due to the scope of the project, our group has used a convenient sampling 
method to collect data. Convenient sampling method means collecting information 
， and data from respondents who are readily available. It is a form of non-probability 
sampling method. This means that the respondents are not a representative cross-
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section of the population. However, convenient sampling method is a reasonable 
method so long as our group understands the non-representative nature. 
Sample Size 
The number of respondents may not be sufficient. There were enormous 
difficulties in collecting surveys as our project topic involved comparison among 
different online stock trading companies. Respondents who are in the best position of 
filling up the surveys are online stock traders. Since AMS/3 system is not 
implemented until later, the general public usually takes a wait-and-see approach. 
The online stock traders would best be accessed through online stock trading 
companies. Our group has contacted five online stock trading companies and one 
online stock information provider to see the possibility of posting our online survey to 
their web sites. Unfortunately, our group failed to get any of the six companies to 
post our survey on their web sites. This directly affected the number of respondents 
as well as the number of respondents who are currently online stock traders. 
Respondents' Insufficient Knowledge 
People who answered the surveys did not have full knowledge about all the five 
online stock trading companies. Some respondents who were not using online 
companies to execute their securities transactions and only intended to use the service 
in the future were unlikely to have full knowledge on the different online stock 
trading companies. These respondents might find the comparisons among different 
companies hard to assess. On the other hand, respondents who were using online 
stock trading might only be familiar with one of the online stock trading companies 
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that they were currently using. Regarding other companies, they might only give 
their perceptions on the other web sites rather than opinion on hands-on experience. 
Companies Selection 
The brands that we have selected were most representative online stock trading 
companies at the time that we designed the survey. Numerous new comers have 
been entering the market every single month since then. Some of the new comers 
are very reputable such as Charles Schwab and TD Waterhouse. Limited by the time 




With the launch of Automatic Order Matching and Execution System/Third 
Generation (AMS/3) in the third quarter of Year 2000, online stock trading services 
will continue to gain popularity in Hong Kong. Many brokers, bank-affiliated 
brokerage firms have gone online, and some online stock trading companies have also 
entered the market. The competition among these companies becomes more fierce, 
and it is necessary for them to understand how retail investors form the perception 
about online stock trading companies and what factors affect their choices of such a 
company. Finding out how the investors perceive the major online stock trading 
firms can also help a new entrant to determine the ideal position to achieve in order to 
win the competition. It should focus its resources on improving the following 
attributes: 
• User-friendliness of the design of the web site, 
• Speed of loading the web pages, 
• Quality of investment recommendations, 
• Fees charged by the company, 
• Reputation of the company, 
• Accuracy of real time quotes, 
• Speed of executing transactions, and 
• Reliability of executing transactions. 
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Currently, Cash.com.hk is perceived to be in a relatively good position, as it has 
high quality of web (user-friendliness of the design of the web site, speed of loading 
the web pages, quality of investment recommendations, and fees charged by the 
company) and its quality of transaction (reputation of the company, accuracy of real 
time quotes, speed of executing transactions, and reliability of executing transactions) 
is acceptable. On the other hand, Boom.com has acceptable quality of web and 
transaction. Citibank.com.hk is perceived to have the highest quality of transaction; 
yet the quality of web is relatively low. The quality of transaction and web of 
Easecurities.com.hk and Bankwinglung.com are perceived to be low. 
61 
APPENDIX I 
PROFILE OF RETAIL INVESTORS 
TABLES 
PROFILE OF RETAIL INVESTORS 
Retail investors 
一 % 
S ^ ‘ 一 ‘ “ 
Male “ “ ^ 
Female  
Total: 100 
^ “ ‘ ‘  
J  
• 1 8 — — 
— 37 
^ ^ 28 
5 0 ^ “ J2  
60 or above “ ^ 
Total: 1 0 0 ~ 
Education  
No schooling/kindergarten “ j  
‘ Primary (P1-P6) “ j  
Lower secondary (SI-S3) “ 
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Upper secondary (S4-S7) “ 35 
Matriculation (S6-S7) 一 g  
Tertiary or above “ ^ 
Activity status & occupation ‘   
Engaged in full-time employmem “ 75 
Managers/administrators “ ‘ 
Professionals/associate professionals ^ 
• Clerks ‘ ^  
Service workers/shop sales workers 7 
Craft & related workers/operators/elementary occupations 13 
Others ^  
Not engaged in full-time employni^ ^ 
Students “ “ “ j  
Homemakers “ 
Retirees ‘ ^ 
Unemployed persons 4 








Survey on Attitude towards Online Stock Trading Companies in H K 
W e are a group of final year M B A students from the Chinese University of Hong 
Kong conducting a market research on consumer perception towards online stock 
trading companies. Please kindly take a few minutes to fill in the survey which will be 
of great assistance to our research. 
Instructions: 
When you think about using an online stock trading firm for managing your stocks, 
there are several options for you to choose. The possible options include 
1. www.citibank.com.hk (Citibank's subsidiary) 
, 2. www,cash.com.hk 
3. www.bankwinglung.com (Wing Lung Bank's subsidiary) 
4. www.boom.com *， 
5. www.easecurities.com.hk (The Bank of East Asia's subsidiary) 
The purpose of this study is to understand your perception and attitude towards the 
above-mentioned online stock trading companies. Al&ough you may not be very 
familiar with some of these companies, please answer ALL of the questions according 
to how you feel about each of them. Alternatively, you can click on the names of the 
companies in the above list and have a better understanding about them. 
Please keep in mind that there is no right or wrong answer. Your true feelings and 
opinions about these companies are what we are interested in. 
Example 
If you feel that your answer is very closely related to one end of the scale (i.e. strongly 
agree or strongly disagree), you should mark the circle as follows: 
Strongly agree ® O O O O O O Strongly disagree 
Or 
Strongly agree 〇 O 〇 〇 〇 〇 ® Strongly disagree 
If you feel that your response is quite closely related to one end or the other of the 
scale but not extremely (i.e. agree or disagree), you should mark the circle as follows: 
Strongly agree O ® O O O O O Strongly disagree 
Or 
Strongly agree O O 〇〇 O ® 〇 Strongly disagree 
If you feel that your response seems only slightly related to one end or the other of the 
scale but not really neutral (i.e. slightly agree of slightly disagree), you should mark 
the circle as follows: 
Strongly agree 〇〇 ® 〇 〇 〇 〇 Strongly disagree 
Or 
Strongly agree O 〇〇〇 ® 〇〇 Strongly disagree 
IMPORTANT: Please make each scale a separate and independent judgement. Work at 
fairly high speed through this questionnaire. Do not worry or puzzle over individual 
scales. It is your first impressions, the immediate feelings about the scales, that we 









































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































MAIN PAGES OF SELECTED ONLINE STOCK TRADING COMPANIES 
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reliable 1.000 .898 
speed 1.000 .849 
accuracy 1.000 .823 
reputation 1.000 .722 
fees 1.000 .671 • 
quality 1.000 .755 
. loading 1.000 .794 
friendliness 1.000 .765 — 1 — — ^ ― ' 
Extraction Method: Principal 
Component Analysis. 
� 
Total Variance Explained 
Initial Eigenvalues Extraction Sums of Squared Loadings 
% of Cumulative % of Cumulative 
Component Total Variance % Total Variance % 
1 5.494 68.670 68.670 5.494 68.670 68.670 
2 ,785 9.815 78.485 .785 9.815 78.485 
3 .449 5.615 84.100 
4 - .373 4.668 88.768 
5 .295 3.684 92.452 
6 .250 3.119 95.571 
7 .214 2.669 98.240 
_8 .141 1.760 100.000 
Total Variance Explained 
Rotation Sums of Squared Loadings 
% of Cumulative 
Component Total Variance % 
1 3.151 39.387 39.387 













Gomp.o 门 6nt  
1 I 2 
accuracy .877 
speed .863 






I I I 
Extraction Method: Principal ,’ 
Component Analysis. 
a. 2 components extracted. 
Rotated Component Matrix^ 
GomP|0 门 6nt  
1 I 2 
-reliable ！907 
speed .840 
accuracy .786 .454 





Extraction Method: Principal 
Component Analysis. 
Rotation Method: Varimax with Kaiser 
Normalization. 
a. Rotation converged in 3 iterations. 
i i I 
j Component Transformation Matrix 
丨 Component 1 2 
I " ？^ j o T 
丨 [2 -.705 .709 
Extraction Method: Principal ‘ 
Component Analysis. 




R E G R R E G R 
factor factor 
score 1 score 2 
for for 
3 门 3lysis analysis 
COMPANY 1 1 
1.00 Mean .3200303"""-.2008021 
N 61 61 
‘. pltiation 1.2133198 1.1857129 
2.00 Mean 6.48E-03.2564135 
N 61 61 •， 
Std. 
Deviation .9826466 -8312551 
3.00 Mean -.2648188 -7.1E-02 
N 61 61 
Std. 
Deviation -8267263 .8572959 
4.00 Mean 4.82E-02 6.83E-02 
N 61 61 
Deviation ‘9713519 1.0942120 
5.00 Mean -.1098804 -5.3E-02 
N 61 61 
Deviation •9010125 .9575830 
T o t a l ^ Mean 1.85E-16 -4.2E-16 
N 305 305 
Std. 


















a. All requested variables entered. 





Model R R Square R Square Estimate 
^ -844^ 1 .713 .711 I .siiF 
a. Predictors: (Constant). REGR factor score 2 for analysis 1 , REGR factor score 1 for analysis 1 
ANOVAb 
Sum of Mean 
Model Squares df Square F Sig. 
1 Regression 293.887 2 146.944 375.238 l o o ^ 
Residual 118.264 302 .392 
Iota! 412.151 304 I  
a. Predictors: (Constant), REGR factor score 2 for analysis 1 . REGR factor score 1 for analysis 1 









Model B Std. Error Beta t Sig. 
1 (Constant) 4.482 ！036 125.083 .000 
REGR 
factor 
score 1 .645 .036 .554 17.964 .000 




score 2 .742 .036 .638 20.683 .000 
for analysis 
1 
a. Dependent Variable: attitude 
N 





Model Entered Removed Method 
1 attitudea . Enter 
a. All requested variables entered. 






Model R R Square R Square Estimate 
一1 .66231 .438 .436 1.1369 
a. Predictors: (Constant), attitude 
ANOVAb 
Sum of Mean 
Model Squares ^ Square F Sig. 
Regression 305.627 1 305.627 236.455 : .000^ 
Residual 391.638 303 1.293 
Total 697.266 304 
a. Predictors: (Constant), attitude 





； Unstandardized Coefficien 
j Coeffi|Cie 门 ts ts 
Model B Std. Error Beta t Sig. 
~ (Constant) .216 ！259 - ！406~ 
attitude .861 .056 .662 15.377 .000 




N Minimum Maximum Mean Deviation 
reliability l oO ToO 6.5902 .9490 
speed 305 2.00 7.00 6.1967 1.1588 
accuracy 305 3.00 7.00 6.3115 1.0813 
reputation 305 3.00 7.00 5.8689 1.1250 
I fees 305 3.00 7.00 5.6885 1.1968 
’ quality 305 2.00 7.00 5.1803 1.4679 
j loading 305 2.00 7.00 5.8033 1.2410 
I •• friendliness 305 1.00 7.00 5.5246 1.3279 
i Valid N 




DEMOGRAPHICS OF RESPONDENTS 
TABLE 6 




Gender ‘ “ — 
——ale 3443 
Total: 100.00 
A ^ ‘ 
^ ^ 
^ ^ 
^ m l ^ “ ^ 
^ 000 
Unanswered ‘ — ^ ^ 一 
3.28 Total: 100.00 
‘ Highest educat ionjeveUtta i^  
Secondary “ 8：20—— 
88 
University . • 
Post-graduate 49liS  
Unanswered “   
Total: 100.00 
Marital s tato  
Single 83：^ 
Married  
. Unanswered  
Total: 100.00 
Occupation  
White Collar “ ‘ “ ^gW  
Blue Collar  
Professional ‘ ‘ j g " ^  




Monthly personal income 
Under HK$10，000 ‘  
HK$10,001 - 20,000   
HK$20,001-30,000 H^jg  
Over HK$30，000  
Unanswered  
Total: 100.00 
Daily Internet usage  
Less than 1 hour “ 一  
1 - 2 hours ‘ “ ^  
2 - 3 h o u r s ~ ‘ m i 
More than 3 hours  
Unanswered  
Total: 100.00~ 
Personal computer ownership  
No ‘ 3：28 
Unanswered “ ‘ j ^ g  
Total: 100.00 
Access to the Internet “  
^ 67：^ 
^ ^ ‘ ‘ uTs  
斷 M J S  




Full-time or Part-time investors 
Full-time 6 l 6 




Current user of online stock trading services 
29：51 
•  ^ 6 2 ^ 
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